
Public Utility Commission 
550 Capitol Street NE, Suite 215 
Mailing Address: PO Box 2148 

Salem, OR 97308-2148 
Consumer Services 

1-800-522-2404 

Oregon 
Theodore R Kulongoski, Governor 

June 20,2005 

Local 503-378-6600 
Administrative Services 

Marlene H. Dortch 503-373-7394 
Ofice of the Secretary 
Federal Communications Commission . >  

445 12” Street, SW Room TWB204 
Washington, D.C. 20554 

RE: In the matter of Telecommunications Relay Services and Speech-to-Speech Services 
for Individuals with Hearing and Speech Disabilities, CG Docket 03-123 

Enclosed is the State of Oregon’s response to the Federal Communications Commission (FCC) 
requirement to submit an annual log referencing consumer complaints about relay services for 
June 1,2004 to May 31,2005. 

The following materials are submitted: 

1 +i iC&~:.E ? f i&yT  Fr,\.E C!)P‘Y 9LF -:- 

Cover letter from Sprint 
A copy of the FCC notice regarding the Annual Summary of Consumer Complaints 
A “tally sheet” summarizing the type of complaint, the month and the total number of 
complaints 
A descriptive log of the Traditional TRS Complaints and CapTel Complaints, including 
tracking number, date of complaint, category of complaint, nature of complaint, date of 
resolution and explanation of resolution. 
A 3.5 diskette with an electronic file of the enclosed documents 

A copy of these materials will also be sent to Dana Jackson, FCC, Consumer and Governmental 
Affairs Bureau. 

Please note that the FCC TRS Complaint Contact page for Oregon is current and does not need to 
be modified. If you have any questions, please contact me at damara.oaris~,state.or.us or call 71 1 
to reach me at 503-373-1413 TTY. You may also send faxes to me at 503-378-6047. 

Telecommunications Assistance Programs 

cc: Dana Jackson, FCC Consumer and Governmental Affairs Bureau 
Lee Beyer, Chair, PUC Commission 
Ray Baum, PUC Commissioner 
John Savage, PUC Commissioner 
Rick Willis, PUC Executive Director 
Vicki McLean, PUC Central Services Division 
Aparna Lele, Sprint OTRS Account Manager 





Traditional TRS Complaints 

rlxUnmator For M a o d C A w i d  
not give a number. 

Curtomerms disappointed with 
the d a y  sewice. The CA was ask- 
to speak louder, but Iw ignored the 
nquesl. The medical business has 
mcdved many relay calls and they 
dewnd on ~ I e e r ~ ~ m m ~ n i ~ i l t l O n  
fmm CI.. With the CA being 
u n s o o p ~ v o .  the caller and T frusImed. 
urvisa Prn"idU w s n  di.&y 

KMlW971 0811M14 x21 Customer slated that slhe wanted 
to make a second call and t ypd  to 
the CA "Thank you 181 ." CA 
Inbmptd the customer and typed 
'"(Your welcome) sksk." 

K64110025 08/17/04 x26 Customer stated that she could not 
get thmugh to relay service 
sollMtimsr after dialing the VCO 
number. When she doer gat 
through to relay sewice. messages 
am gsrbbd. 

KM110198 08118104 XO5 CUStOoIIMr Stated mat during the 
phone call. the CA intempted and 
hung up. 

0 7 R W  Supwisor assisted the CA during the call. Customerwar not Clear  on the instructions to 
nprst and kwt sending the same mesrw. CA follomd p r m  ponhlres by asking Im 
a numberto call. 

07130104 This CA ID X is cumntiy unassigned. The customerdid not want follow up, t k re fon  
further Investigation is not possible. 

I I Resolution 

08/17/04 Coached the CA that she needs to wait for " O K  kfon doing anything and cannot 
assume what TTv user wank. 

I 
Customer Service followed up With her on the troubleshooting Issue such as tasting the 
calls. She now no longer -ives oarbled messages through relay sewice after diaiim th. 

08/17/04 

I 
Coached the CA not to intempt or hang Up O n  any "lay Cali. 08/18/04 



Traditional TRS Complaints 

Tracking X 

KIY138287 

Tracking 11 

KW15185 

KW16597 

KW12813 

K647.W78 

I :omit& 

- 
103 

again and gotthe same agent and 
gave the number wain 10 did and 
then wailed for 2 minutes with no 
re*ponae. 

xplanation of Res~iUtion 

oached CA 10 nquert a SUP~IYISO<S asrirtana with ASL translation. 

IM with the CAto discuss the problem. Coxhed the C 1  to remain attentive and if then 11 
0 rsrrponse, let a SUP~IY~.OI know so It can be documented. 

poke with the CA rrho did not remmber this -11. CAis well experienced and said he hat 
kayr k R  messages as WUeSted. He did not know how !his could have happened. 
wwer,  he was Coached on following the innrudions at all limes. 

oached the CA on always remaining polite and pmhssionai in tone. 

:oached the CA on following proper procedure for handling relay calls. 
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Traditional TRS Complaints 

vois. 011er paused or went too hi 
Instead of p d n g  himlher. Voks 
caller asked the CA il she had 
golien ssrtaln things, but the CA 
would not rln&.de. Y ~ C S  

onlln.: 

#05 Cu.1omr called to report that the 
CA hung up on her. 

Alter a call was made. the CA 
dlrconnedd the caller atthough 
ths callerwanted to make another 
call. 

Cu.1om called to say lhR CA 
tnnrhmd the -11 to customer 

Customor sald the message came 
In garbled and SO he asked CA to 
repa# It three limes, but each time 
the message was garbled. Afterthe 
third time, the customer found 
himself transferred to customer 

103 

#21 

SeNiu Wlmout C".toIMf* reqw.1 

OU1WO5 CA was terminated so there was no posslble way to meet and discuss this with the CA. 

11111104 Coached the CA on UII processing Pmsedures: kwplng cYatom*r info-d. reading 
wrbatim. typing verbatim. and accuracy in spelling. Informed ths CA that continued poor 
all processing W N I ~  is unacs.pUbb. 

I 
1li1w04 Met with the CAto review the Information and call procedures. 

I 
1 M 1 M  Coached the CA on pmpr  pmudures for handling thr ending of a call. 

I M U 0 4  SupNISor assisted CA with the call. CA disabled turbo code to attempt to correct the 
garbled msrrages. This step did not work;. so the CAlyped messages to the T N  user an' 
thsy wen all garb!&. As a last rerorl, the supervisor requested the CA to transfer the call 
to CY.(MnW EONIU to 
proudurn for garbled messages. 

if they could help the customer. The CA follDWed the proper 
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Tradnional TRS Complaints 

Tmcking t 

C6UZ0521 

<64411122 

typed sloppily. Customer asked *t 
th. typing was so sloppy, and 
..ked for the CAto repeal. but w e  
.R.r N p d n g .  the typing 
SO"ti"".d to be sloppy. 

I 
I 

xO3 Cust011yr complained that the 
went did not wait fw GA before 
Idiaiing out. 

complaint 

#05 V C O u ~ r w a s ~ ~ ~ y ~ p ~ t t h e t C A .  
were not following pmceduns. vc 
user stated that aii CAS 
dis-nneded salis ail the time and 
did not allow her to make mher 
calls orto leave a message. She 
wank this ISSUB to ba addressed t, 
all may sentem. 

#07 Customer complained that the CA 
did not type rscumleiy (1,s. many 
typos and backspacing, incompist 
or fragmented sentences). 

her to repeal the number to dial 
lwic.. custom, d.0 wailed for tlu 
CA's naponm for 5 minutes and 
then the line was disEonmaed. 

h c h e d  CA On the pmperway to handle the ail and to exhibn patianca throughout ALL 
:all*. 

det with CAand stressed the importance of typing accunteiy to ensure quality of soTyice 

:oached CAon the imporlame of waiting until the TTY user types GA before completing 
he call. 

lailed a follow up ismr noatying the customer that the concern was addressed cornpan) 
vi& vlr our internal network. FurUHnore, 1y. advised UM customer to provide us a CAI 
lumber In the hltun to better assist US in addressing the Customefs concerns with the 
ippmpriste C k  

:=chad CA on the importance oflyping comaly and efticiently. 

:A stated that the number was garwed and she had to ask customer to repeat the numb. 
\Iter a few altempts to get t h ~  number hom the Customer, then was no response for 
marly 5minulao.Th~CAthsndi.sonncs(.dth~li~.Coach.dCA~1clo.ing~ssll 
#mp.rly and to send a message to the TTY user informing them that there was no 
rsponre prior to disconnecting the line. 



Traditional TRS Complaints 

K W 2 8 7  OUOU05 #I1 VCO wrtomer s o m p i n d  that t k  
CA did not k- lhs pmsedun O f  

handllng VCO calls, 

wmpldn that she had dimeulty 
calling a TTY YMI thmugh the rela] 
seNIw due to a blocked all emr .  
Apparently, the last agent was able 
to process u1. call by doing 
sonwmlng but did not tell lhe 
curtomw Yhat was done. 

03i31105 Met with CA. Coached on pmpr pmcedures of VCO calls and keeping VCO users 
intonned. 

KW14372 IOU29105 I Xu IA vdcs custOmr called in to I 03iZ9105 Apologized to the customr for the Inwnvenlmce. Suggested supervisor assist an^^ on 
hlrther calls and explained the use of star 82. 

up on cu*tomn. I 
K64-14 W 6 1 0 5  #2¶ A Volce CYstOmer called to "port 

Vut he n K h d  Relay Illinois after 
dialing the Ongon Relay number. 

MI26105 If his number is showlng up Inconectly on the screen. he cwld be dlallng hom a d l  
phons and the lower Is paslng lh. im-t digits. We also n..d Urn0 and dates of the 
UIIS In order lo  do s Customer Dstsll R.pm s.arCh. 

I ResoIUtion I 
W.5611338 OYoUo5 W5 CustOmr wmplained lhal CA war 05130105 Coached CA on the impoltBm of always remalnlng polite and typing accurately to ensure 

rude when she shared feedback 
that tha CA did MI clearly typ. the 
ilrt of appolntmnt times. 

qualily of service. 

I I I I I 
(641272413 05110105 X18 TTY Customer called to say that the 05110105 Coached CA on the importarn of always typing acc~ratdy and varba(im. 

m S U ( W  the CA I& on the . 

I anrwerlng machine was I I I unreadable. 

5 



Traditional TRS Comdaints 
uioms t i 8  TN customr called to say that t h  

m-ge.. wt on the .n*nVrlng 
machlm =re unreadable. 

OMOlO5 Coached CA on the importance of alwrys typing aceuntsly and verbaum. 

Y18/05 

5123105 

m3m5 

machlnr was unreadable. the same day. 

1121 I N  user complslmd that the CA 
dldnotwau for"GA" before 
d l m g  out. 

Caller stated that the CA did not 
Walt for "GA" More dialing out. 

OSM/05 Coached CA on the importance of welling UnUi TN uwr types GA befon dialing 0uL 

1121 OM3105 Coached CA on the importance of waiting until TTY user types G I  befon dialing out. 

xO2 l" customrcalled to complain O W 0 5  Coached CA to read customer database notes canfully. 
thatthe CA did notfollDy hls 
database not.,, Which said VCO is 
not "red anymon: The NItDmw 
asked the C A M c .  to dial and 
tywd the number. Both Urns, the 
CA typed "vdce now" In response. 

1121 Caller said the CA did not Walt for 05RU05 y u m 5  

6 

t,A was a c h e d  on the importance of waiting until the l T Y  user types GA before dialing 

~31105 

s13im5 

x03 TN customrcalled to complain 05131105 CAwas Coached on the importance of following the CUstomfs instructions such as 
asking for permission to redial a number. that th. CA dlaM a number *out 

asklng the wstom<s permission. 

T" customer called to somplaln 
that the CA ndlaled a numkr 
without asking the sustome<s 
permlrrlo". 

x03 05131105 CA was -ached on the importance of following the custOme<s instructions. 







CapTel Complaints 

1335 

- 
336 

- 
337 

- 
338 

- 
339 

- 
394 

glven tips to avoid further dkconnsctlons. Cuslomer 
Ielephone company regarding line qurllty to support data 

customer may wantto contact hidher phons company to verify lines for 
supporting a solid data modem connection. 

I I I I 
I M 5  I #25 IDlsconnection In middle of call IU15105 ]After dolng some troubleshooting, Technical Support recommended that 

28/05 #58 Inability for CapTel users to 328105 Reported problem to toll free network provider. Problem resolved the u m e  
morning. Customer service representative conflrmed with customerthat d h  
is able to make calls. 

reach the data toll free number 

18105 #58 lnabillty for CspTeI users to 3/28105 Repwted problem to toll free network provlder. Pmblem resolved the same 
reach the data toll free number morning. Customer service representative conflrmed with customer that s h ,  

is able to make calls. 

LW05 #58 lnabllity for CapTel usento 3128105 Reported problem to toll free nehrork provider. Problem resolved the same 
reach the datatoll free number morning. Customer servlce repreaenhtive conflned with customer that sih 

is able to make calls. 

1W05 1125 DirconnesVReconned during Y18105 Customer has both analog line and DSL line. Switched CapTel to DSL line 
and problem was resolved. will contact local telephone company to have 
analog line quality checked. 

Cali. 
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Aparna Lele 
Sprint Relay 
7770 SW Mohawk St, Bldg F 
Tualatin, OR 97062 
800-377-1 150 TTY 
503-61 2-1 1 16 

June 13,2005 

Damara Paris, Manager 
Telecommunications Assistance Programs 
Oregon Public Utility Commission 
550 Capitol Street NE, STE 215 
P.O. Box 2148 
Salem, Oregon 97308-2148 

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services 
for Individuals with Hearina and Speech Disabilities. CG Docket No. 123 

Dear Ms. Paris, 

Sprint has provided you with the following information to support your filing with the FCC 
for the State of Oregon: 

Annual Complaint Log which includes the number of complaints received from 
June 1, 2004 through May 31, 2005 that allege a violation of the federal TRS 
mandatory minimum standards, the date of the complaint, the nature of the 
complaint, the date of its resolution, and an explanation of the resolution. 

Annual Tally Report with total complaints by category to give you an overall view of 
the nature of TRS complaints. 

As mandated by the Federal Communications Commission (FCC), Sprint has maintained 
a log of all consumer complaints that allege a violation of the federal minimum standards 
for Telecommunications Relay Services and is providing you with a summary to file with 
the FCC. You will need to make clear that it is a reference to the CG Docket 03-123, as 
above. 



Please note that for your state you must send (1) an original and four copies of the printed 
report and (2) an electronic disk copy of the complaint log on a standard 3.5 inch diskette 
(formatted in an IBM compatible format using Word 97 or compatible software) on or 
before Thursday, July 1, 2005. These items should be sent to the Commission's 
Secretary (via US Postal Service, First Class Mail, Express Mail or Priority Mail): 

Marlene H. Dortch, 
Office of the Secretary 
Federal Communications Commission 
445 12Ih St., SW, Rm TW-B204 
Washington, DC 20554 

Please also note that your state is also encouraged to send an additional printed copy on 
or before July Is', to the Consumer & Governmental Affairs Bureau of the FCC to: 

Dana Jackson, Federal Communications Commission 
Consumer & Governmental Affairs Bureau 
445 12m St., SW, Rm CY-C417 
Washington, DC 20554 
or by ernail: Dana.Jackson@fcc.qov 

For your reference, Sprint has included a copy of the FCC Public Notice from June 16, 
2005 requiring this action. 

Should you have any questions concerning this report, please contact me at 
aparna.lele@mail.sprint.com. 

Sincerely, 

Aparna Lele 
Sprint Account Manager 
Oregon Telecommunications Relay Service 

Attachments: 
1) Log Sheet 
2) Tally Sheet 
3) 3.5 inch diskette 
4) Copy of FCC Public Notice 

mailto:aparna.lele@mail.sprint.com


Federal Communications Commission 

Washington, D.C. 20554 
445 1Z* St. S.W. 

News media Information 202/ 41 8-0500 
Fax-On-Demand 20214 18-2830 

TTY 202/418-2555 
Internet: httv://www.fcc.eov 

ftD.fcc.eov 

DA 05-1681 
Released: June 16,2005 

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES 
AND TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT 

THE ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING 
TRS IS DUE FRIDAY, JULY 1,2005 

The Federal Communications Commission’s Consumer & Governmental Affairs Bureau reminds 
states and telecommunications relay services (TRS) providers that they must submit their annual 
consumer complaint log summaries for the 12-month period ending May 31,2005, on or before 
July 1,2005. 

To assist the Commission in monitoring the service quality of TRS providers, the Commission 
requires state TRS programs and interstate TRS providers to maintain a log of consumer 
complaints that allege violations of the federal TRS mandatoly minimum standards.’ State TRS 
programs should report all complaints made to the state agency, as well as those made to the 
state’s TRS provider. TRS providers that provide interstate TRS, interstate STS, interstate 
Spanish relay, interstate captioned telephone relay, VRS, or IP Relay are also required to submit 
complaint log summaries. These summaries are intended to provide an early warning system to 
the Commission of possible service quality problems. Additionally, this information allows the 
Commission to determine whether a state or interstate TRS provider has appropriately addressed 
consumer complaints and to spot national trends that may lend themselves to coordinated 
solutions. This information further enables states to learn how other states are resolving 
complaints.* 

Complaint log summaries should include information pertaining to complaints received between 
June 1,2004, and May 31,2005. Complaint log summaries shall include, at a minimum, the 
number of complaints received that allege a violation of the federal TRS mandatory minimum 

’ See Telecomrnunicufions Relay Services und Speech-to-Speech Servicesfor Individuuls with Heuring and 
Speech Disubilifies, Report and Order and Further Notice of Proposed Rulemaking, FCC 00-56, 15 FCC 
Rcd 5140, at 5144-5145, para. 9 (March 6,2000) (Improved TRSUrder): 47 C.F.R. §64.604(c)(l) (TRS 
“mandatory minimum standards” requiring filing of consumer complaint logs). 

’ImprovedTRSUrder, 15 FCC Rcd 5140, at 5190-5191,para. 122. 



standards, the date of the complaint, the nature of the complaint, the date of its resolution, and an 
explanation ofthe resolution.’ 
We note that according to the data presented in the state complaint log summary submissions for 
2004, approximately sixteen hundred complaints were reported that alleged a violation of one or 
more of the Commission’s mandatory minimum standards for TRS. Over seventy-seven percent 
of all complaints alleged violations of the operational mandatory minimum standards and 
stemmed from the interaction between the calling party and the communications assistant (CA). 
We therefore remind TRS providers and state administrators that their CAS must, among other 
things, be knowledgeable of TRS procedures, follow customer’s instructions, and continue to 
keep callers informed about the progress of their call. 

All filings must reference CG Docket 03-123. States and interstate TRS providers who choose 
to submit by paper must submit an original and four copies of each filing on or before Friday, 
July 1,2005. To expedite the processing of complaint log summaries, states and interstate TRS 
providers are encouraged to submit an additional copy to Attn: Dana Jackson, Federal 
Communications Commission, Consumer & Governmental Affairs Bureau, 445 12” Street, SW, 
Room CY-C417, Washington, DC 20554 or by email at Dana,Jackson@fcc.gov. States and 
interstate TRS providers should also submit electronic disk copies of their complaint log 
summaries on a standard 3.5 inch diskette formatted in an IBM compatible format using Word 97 
or compatible sohare.  The diskette should be submitted in “read-only” mode and must be 
clearly labeled with the State or interstate TRS provider name, the filing date and captioned 
“Complaint Log Summary.” 

Filings can be sent by hand or messenger delivery, by electronic media, by commercial overnight 
courier, or by first-class or overnight U.S. Postal Service mail (although we continue to 
experience delays in receiving U.S. Postal Service mail). The Commission’s contractor, Natek, 
Inc., will receive hand-delivered or messenger-delivered paper filings or electronic media for the 
Commission’s Secretary at 236 Massachusetts Avenue, NE, Suite 110, Washington, D.C. 20002. 
The filing hours at this location are 8:OO a.m. to 7:OO p.m. All hand deliveries must be held 
together with rubber bands or fasteners. Any envelopes must be disposed of before entering the 
building. Commercial and electronic media sent by overnight mail (other than U.S. Postal 
Service Express Mail and Priority Mail) must be sent to 9300 East Hampton Drive, Capitol 
Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and Priority Mail should 
be addressed to 445 12th Street, SW, Washington, D.C. 20554. All filings must be addressed to 
the Commission’s Secretary, Marlene H. Dortcb, Office of the Secretary, Federal 
Communications Commission, 445 12Ih Street, SW, Room TW-B204, Washington, DC 20554. 

The full text of this document and copies of any subsequently filed documents in this matter will 
be available for public inspection and copying during regular business hours at the FCC Reference 
Information Center, Portals 11,445 12th Street, SW, Room CY-A257, Washington, DC 20554. 
This document and copies of subsequently filed documents in this matters may also be purchased 
from the Commission’s duplicating contract, BCPI, Inc., Portals 11, 445 12Ih Street, SW, Room 
CY-B402, Washington, DC 20554. Customers may contact BCPI, Inc. at their web site 
www.bcpiweb.com or call 1-800-378-3160. 

To request materials in accessible formats for people with disabilities (Braille, large print, 
electronic files, audio format), send an e-mail to fcc504@fcc.nov or call the Consumer & 
Governmental Affairs Bureau at (202) 418-0530 (voice), (202) 418-0432 (TTY). This Public 
Notice can also be downloaded in Word or Portable Document Format (PDF) at: 

’See 47 C.F.R. 8 64.604 (c)(l). 
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hthxllwww.fcc.rovlcebldro. 

For further information regarding this Public Notice, contact Dana Jackson, Consumer & 
Governmental Affairs Bureau, Disability Rights Office (202) 418-1475 (voice), (202) 418- 
0597(TTY), or e-mail Dana.Jacksonk2fcc.aov. 

- FCC - 
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